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A  customer  is  the  most  important  person  ever  in  this  office — in 
person,  by  mail,  or  by  telephone. 


A  customer  is  not  dependent  on  us — we  are  dependent  on  him 


A  customer  is  not  an  interruption  of  our  work — he  is  the  purpose 
of  it.  We  are  not  doing  him  a  favor  by  serving  him — he  is  doing 
us  a  favor  by  giving  us  the  opportunity  to  do  so. 


A  customer  is  not  an  outsider  to  our  business — he  is  part  of  it 


A  customer  is  not  a  cold  statistic — he  is  a  flesh-and-blood  human 
being  with  feelings  and  emotions  like  our  own,  and  with  biases 
and  prejudices. 


A  customer  is  not  someone  to  argue  or  match  wits  with.  Nobody 
ever  won  an  argument  with  a  customer. 


A  customer  is  a  person  who  brings  us  his  wants.  It  is  our  job  to 
handle  them  profitably  to  him  and  to  ourselves. 


That  is  what  a  customer  is — in  your  business,  in  our  business,  or 
in  any  business.  Some  people  seem  to  have  forgotten  a  few  of  those 
basic  truths  in  recent  years,  but  it  is  high  time  to  be  remembering 
them  again.  Tomorrow  may  be  too  late! 


Paul  Talbot 

United  Business  Service 
Boston,  Massachusetts 


(or  thereabouts!) 


CopyriKht,  1961 
The  Dartnell  Corporation 
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is  like  a  tack  and  can  only 


“Walk  Worthy  of  Your  Profession” 

Some  1,200  women  attended  the  sixteenth  annual 
convention  of  The  National  Secretaries  Association 
(International)  in  Los  Angeles,  California,  in  July. 
Theme  of  the  meeting,  held  at  the  Biltmore  Hotel, 
was;  "Walk  worthy  of  your  profession.''  Members 
gathered  to  attend  forums,  elect  officers,  hear  reports 
on  NSA  educational  and  professional  activities,  and 
watch  the  selection  of  the  Secretary  of  the  Year. 

Miss  Ruth  Gallinot,  CPS,*  was  elected  international 
president.  Ruth  had  been  Great  Lakes  vice  president 
and  is  a  member  of  Lake  Shore  Chapter,  Chicago, 
Illinois.  Miss  Sue  Russell,  CPS,  of  Minneapolis,  Min¬ 
nesota,  was  chosen  Secretary  of  the  Year. 

Dr.  Kenneth  McFarland,  educational  consultant  for 
General  Motors  Corporation  and  the  American 
Trucking  Associations,  was  the  keynote  speaker.  He 
received  a  standing  ovation  for  his  views  on  the  free- 
enterprise  system.  In  a  lighter  vein,  he  told  about  the 
boss  who  said  to  his  secretary,  "You're  fired."  "Nuts," 
she  replied.  "You  can't  fire  me — slaves  are  sold!" 

Other  speakers  discussed  rapid  reading,  better 
speech,  "listening  with  the  third  ear,"  using  the 
library  for  self -development,  and  the  developing  role 
of  the  secretary  in  administrative  management. 

The  Association  has  22,000  members  in  510  chap¬ 
ters  in  the  United  States,  Canada,  Puerto  Rico, 
Mexico,  and  Finland,  and  is  planning  further  expan¬ 
sion.  Its  Institute  for  Certifying  Professional  Secre¬ 
taries,  set  up  more  than  10  years  ago,  has  certified 
2,251  secretaries,  including  255  who  passed  the 
annual  CPS  exam  last  May. 

A  new  project  is  installing  Future  Secretaries  of 
America  chapters  in  high  schools  and  colleges.  The 
program  is  designed  to  prepare  students  for  secre¬ 
tarial  posts  and  to  overcome  the  shortage  of  v/ell- 
trained  secretaries.  Study  sessions,  lectures,  and  pan¬ 
els  will  cover  orientation,  work  habits  and  attitudes, 
office  dress,  human  relations,  and  applying  for  a  job. 

NSA  has  completed  "Secretarial  Techniques,"  a 
training  manual  available  to  business.  For  details, 
contact  Dr.  Fred  S.  Cook,  educational  director  of  NSA, 
Wayne  State  University,  Detroit,  Michigan.  Another 
new  publication  is  "Secretaries  on  the  Spot."  This 
casebook  of  human-relations  problems  can  be  ordered 
for  $2.25  from  NSA  headquarters,  1103  Grand 
Avenue,  Kansas  City  6,  Missouri. 

A  World  Affairs  Seminar  for  CPS's  will  be  held 
this  month  at  George  Washington  University  in 
Washington,  D.  C.  The  5-day  seminar,  limited  to 
30  participants,  will  include  politics,  geography, 
cultures,  the  Far  East,  the  United  States  image  abroad, 
women  in  world  affairs,  and  international  economic 
relations. 


‘Certified  Professional  Secretary 


It  Shouldn’t  Happen  to  a 
White-Collar  Girl 

Embarrassing  moments  come  to  many  office  women, 
as  shown  by  the  response  to  our  super-duper  blooper 
contest.  Mortifying  and  endless  as  such  an  inci¬ 
dent  seems  at  the  time,  it  usually  provides  a  lesson 
plus  a  laugh  later  on. 

The  judges  selected  Miss  Mary  M.  Byrne  of  Chi¬ 
cago,  Illinois,  as  the  winner.  She  will  receive  a  gold 
"From  Nine  to  Five"  pin  as  the  prize.  Her  letter,  which 
appears  below,  emphasizes  the  need  to  trust  your 
judgment  more  than  your  ear. 

Runners-up  are  Mrs.  Sandra  J.  Schillon,  Harrison, 
New  Jersey,  and  Mrs.  K.  M.  Heeley  of  Kitimat,  B.  C., 
Canada.  Printed  below,  their  entries  prove  that  office 
women  need  to  keep  their  minds  on  their  work  and 
steady  nerves,  respectively. 

I'll  Be  Seeing  You 

My  boss  usually  dictates  several  Dictaphone  belts 
before  he  leaves  town.  I  transcribe  the  letters,  sign 
and  mail  them,  but  save  the  carbons  for  him  to  read 
when  he  returns. 

He  was  writing  to  a  very  dear  friend,  an  elderly 
gentleman,  and  said,  "I'll  see  you  in  March  at  the 
Specialty  Show  in  Chicago."  As  my  boss  knows  the 
wives  of  many  of  his  business  friends,  I  thought  he 
said,  "I'll  see  you  and  Marge  at  the  Specialty  Show 
in  Chicago." 

When  my  boss  returned  and  read  the  carbon  copy, 
he  nearly  exploded  with  embarrassment  and  indigna¬ 
tion.  His  friend's  wife  is  named  Elsie!  He  thought  of 
all  the  conclusions  that  could  be  drawn  from  this 
misstatement,  and  a  few  of  them  were  embarrassing. 
He  was  so  upset  that  he  immediately  called  his  friend 
to  apologize,  and  the  man  was  most  gracious  about  it. 

Believe  me,  my  face  was  red,  but  the  dictation  did 
sound  like  that  to  me.  The  incident  taught  me  to  listen 
more  closely  and  to  use  more  judgment,  as  I  knew  the 
Specialty  Show  was  coming  to  Chicago  in  March. 

Mary  M.  Byrne 

What's  in  a  Name? 

Aside  from  many  other  office  duties,  I  was  per¬ 
suaded  to  become  secretary  of  our  company's  mixed 
summer  bowling  league,  which  entails  figuring  indi¬ 
vidual  and  team  scores,  averages,  and  handicaps.  It 
involves  a  good  deal  of  work,  so  when  I  have  a  free 
moment,  I  try  to  get  started  during  working  hours. 

I  was  substituting  for  a  girl  who  was  on  vacation, 
and  the  telephone  rang  in  the  midst  of  my  calcula¬ 
tions.  No  sooner  had  I  answered  that  call,  when 
another  line  started  signaling.  When  I  took  the  second 
call,  a  distinguished-sounding  voice  asked  for  Dr. 
Christian.  "Tell  him  this  is  Mr.  Guttermann  calling," 
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the  voice  said.  Without  hesitation  and  in  my  most 
efficient  manner,  I  replied,  "I  am  very  sorry,  Mr. 
Gutterball,  but  Dr.  Christian  is  out  of  town." 

That  will  teach  me  not  to  mix  bowling  with  business. 

Sandra  J.  Schillon 

Coffee  Nerves 

This  happened  when  I  was  secretary  to  the  munici¬ 
pal  manager  of  the  District  of  Kitimat,  B.  C.,  Canada. 
One  day,  the  higher  echelon  of  the  Royal  Canadian 
Mounted  Police  was  visiting  our  offices,  and  a  great 
deal  of  care  had  gone  into  making  a  good  impression. 

I  was  elected  to  serve  coffee  to  the  guests.  As  our 
offices  were  just  temporary  wooden  shacks  then,  we 
did  not  have  anything  as  fancy  as  a  tray  around.  I 
found  a  wooden  board  and  put  the  cups  on  this,  and 
proceeded  very  carefully  into  the  inner  sanctum.  I 
gave  my  best  smile  to  everyone  in  the  room,  and  my 
boss  explained  what  an  efficient  secretary  I  was. 

From  then  on,  everything  went  wrong.  I  tripped 
over  one  of  the  RCMP's  feet,  and  all  five  cups  of  coffee 
fell  on  my  boss's  desk,  filling  the  hat  of  the  most-holy- 
of-holy  RCMP  with  coffee.  Was  my  face  red! 

However,  I  was  able  to  correct  the  damage  in  no 
time  at  all,  and  everyone  was  happy.  It  took  weeks 
before  I  stopped  feeling  like  a  little  worm. 

K.  M.  Heeley 

How  to  Get  the  Most  Out  of 
Your  Wardrobe  Dollar 

By  Marjorie  E.  Hicks 

The  problem  of  dressing  well  on  a  budget  confronts 
most  of  us— the  smaller  the  budget,  the  bigger  the 
problem.  It  is  possible,  however,  to  dress  guite  well 
on  a  moderate  cash  outlay. 

The  key  to  making  the  most  of  what  you  spend  on 
your  wardrobe  lies  in  planning  before  you  buy  and 
caring  for  your  clothes  to  make  them  wear  longer 
and  look  better. 

In  planning  your  wardrobe,  concentrate  on  simple, 
basic  styles — sheaths,  shirtwaist  dresses,  plain  skirts, 
and  simple  blouses.  These  versatile  clothes  won't  go 
out  of  style  next  season  or  next  year. 

Have  a  definite  color  scheme  in  mind.  Select  your 
best  color  as  the  keynote  and  choose  other  shades 
which  either  harmonize  or  contrast  well  with  it.  This 
way,  you  won't  find  yourself  with  an  "irresistible" 
little  blouse,  but  nothing  to  wear  with  it. 

Quality  of  fabric  and  workmanship  is  important, 
especially  in  major  items  such  as  coats,  suits,  and 
dresses.  You  will  find  it  more  economical  in  the  long 
run  to  invest  in  a  few  good  things,  than  to  buy  many 
cheap  ones. 


Accessories  can  change  the  look  of  an  outfit  and 
thus  be  wardrobe-stretchers.  They  should  be  chosen 
carefully  to  go  with  several  outfits,  since  separate 
accessories  for  each  outfit  are  an  extravagance  few 
of  us  can  afford. 

If  you  know  how  to  sew  and  have  access  to  a  sewing 
machine,  you  can  have  clothes  that  fit  better,  last 
longer,  and  look  smarter  for  less  money.  If  you  haven't 
had  much  experience,  sewing  simple  but  important 
items  like  skirts  will  give  you  the  best  return  for  your 
time  and  efforts.  There  is  little  risk  of  loss  of  your 
investment  in  material,  if  you  follow  the  pattern  direc¬ 
tions  carefully. 

If  you  haven't  the  time  to  make  your  own  clothes, 
you  can  still  put  your  sewing  skill  to  good  use  in 
making  vital  alterations;  adjusting  seams  to  keep  your 
clothes  fitting  well  after  you  have  lost  or  gained 
weight,  or  raising  or  lowering  hemlines  to  match  the 
current  style.  With  a  little  imagination,  an  older  dress 
or  outfit  can  be  brought  up  to  date  with  minor 
changes,  new  accessories,  and  a  new  set  of  buttons. 

Building  a  wardrobe  is  only  half  of  the  problem; 
making  it  last  is  just  as  important,  and  this  reguires 
taking  good  care  of  your  clothes  and  accessories. 
Out-of -season  apparel  should  be  stored  properly,  and 
woolens  and  silks  must  be  protected  against  moth 
damage.  Washables  should  be  washed  according  to 
the  manufacturer's  label. 

Taking  good  care  of  your  clothes  also  means  not 
wearing  your  office  or  dress-up  things  when  you  cook 
supper  or  wash  dishes.  Change  your  office  clothes  as 
soon  as  you  get  home  from  work  and  don't  put  them 
on  before  breakfast — you  will  be  paid  for  the  time 


A  Quality  Bosses  Seek  in  Employees 

One  of  the  most  appreciated  gualities  in  office 
women,  according  to  a  survey  of  bosses,  is 
initiative.  Executives  prize  highly  the  ability  to 
do  what  needs  to  be  done  without  being  told. 
Any  woman  who  is  alert  and  industrious  proba¬ 
bly  can  recall  a  number  of  incidents  when  using 
her  initiative  was  necessary — and  beneficial. 

Here's  a  chance  to  share  such  an  experience 
with  other  readers.  Describe  the  incident  in  250 
words  or  less,  typewritten,  double  spaced.  Send 
your  entry — along  with  your  name,  position, 
company  name  and  address — to  the  editor  at 
the  address  on  the  back  page.  Deadline  for  this 
contest  is  September  30,  1961. 

Every  letter  will  be  acknowledged  with  a  new 
Dartnell  booklet  for  office  women,  and  the  win¬ 
ner  will  receive  a  gold  "From  Nine  to  Five"  pin. 
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you  take  in  money  saved.  Sew  on  that  loose  button 
before  it  comes  off,  and  stitch  up  that  seam  before 
it  gaps. 

The  way  to  get  the  most  out  of  your  wardrobe 
dollar,  then,  is  to  plan  your  wardrobe,  buy  carefully, 
use  versatile  accessories,  sew  if  you  can,  and  last — 
but  far  from  least — take  care  of  your  wardrobe. 

The  Mailbag 

How  to  Find  a  Stencil  Quickly 

When  I  took  over  this  job,  there  were  nearly  a 
hundred  stencils  to  hunt  through  whenever  one  was 
wanted  for  re-use.  So  I  devised  a  way  to  find  the 
proper  stencil  quickly:  Number  each  stencil  folder 
in  the  left-hand  corner;  keep  stencils  in  chronological 
order;  and  catalog  them  alphabetically  by  title,  in  a 
notebook.  You  can  use  cards,  but  I  prefer  a  notebook. 

When  the  boss  calls  for  more  copies  of  a  certain 
stencil,  you  look  for  the  title  of  the  copy  in  your  stencil 
catalog.  There  you  have  the  stencil  number  and  can 
find  and  run  it  quickly.  This  saves  a  lot  of  time. — 
Jean  Oliphant 

Emery  Board  Keeps  Mats  Clean 

We  work  with  Multilith  mats  quite  often.  Since 
these  mats  smudge  easily,  correcting  errors  is  tricky. 
I  have  found  that  cleaning  my  eraser  with  an  emery 
board  after  each  erasure  makes  for  cleaner  mats  and 
no  smudges.  Also,  if  you  clean  your  typewriter 
erasers  with  an  emery  board  once  in  a  while,  your 
letters  will  have  a  more  professional  look. 

This  tip  is  only  for  office  women  who  make  mis¬ 
takes,  naturally. — Alice  C.  Brockman 

Thanks  for  the  tip.  Evidently,  most  office  women 
make  mistakes — hundreds  asked  for  samples  of  "Per- 
fectype"  for  erasing  typing  errors.  We  have  had  to 
ask  the  manufacturer  for  more  samples.  Those  who 
are  still  interested  can  get  a  sample  directly  from 
Perry-Sherwood  Corporation,  257  Park  Avenue 
South,  New  York  10,  New  York. 


Gum-Chewing  Gussie 

Our  organization  subscribes  to  your  bulletin  for 
each  girl,  and  in  one  instance,  you  averted  our  having 
to  terminate  an  employee  through  the  discussion 
about  "Gum-Chewing  Gussie." — Executive  Secretary 

Readers  Supply  Abreviatrix  Source 

1  noticed  in  a  recent  issue  that  a  reader  is  trying 
to  trace  the  origin  of  "Abreviatrix."  I  have  an  ancient 
copy  of  the  system,  which  was  published  by  Fineline 
Company,  303  Fifth  Avenue,  New  York  16,  New  York. 
— Mayona  McCrory 

Thanks  to  you  and  other  readers  who  sent  similar 
information.  Abreviatrix  is  a  shorthand  system  based 
on  the  alphabet  and  can  be  learned  in  a  few  days.  The 
manual  costs  around  three  dollars;  a  supplementary 
book,  "Practice  Handbook-  Exercises  for  Abrevia¬ 
trix''  costs  one  dollar. 

Abbreviating  Canadian  Provinces 

The  Canadian  part  of  the  abbreviations  guide  you 
published  is  not  quite  accurate.  To  be  on  the  safe 
side,  1  checked  with  the  Canadian  postal  authorities 
here  and  find  these  discrepancies:  Manitoba  should 
be  abbreviated  "Man."  Ontario  should  be  abbrevi¬ 
ated  "Ont."  "P.  Q."  is  okay  for  Quebec,  and  so  is 
"Que."  And  what  about  Newfoundland,  a  Canadian 
province  since  1949?  "Nfld."  is  often  used  as  the 
abbreviation. 

Also,  in  Canada  the  usual  abbreviation  for  Boule¬ 
vard  is  "Blvd." 

I  am  not  trying  to  find  fault.  It  is  tough  sledding  to 
try  to  keep  up  with  the  customs  of  both  countries, 
isn't  it? — Fay  Stansfeld 

Thanks-  and  my  apologies  -to  all  the  Canadians 
who  have  written  such  helpful  letters  on  abbreviations 
north  of  the  border.  Since  we  are  running  a  contest 
about  super-duper  bloopers,  maybe  the  judges  should 
have  given  me  the  prize. 

Sincerely, 

Marilyn  French,  Editor 


Issued  9-1-61 


QUANTITIES  OF  THIS  BULLETIN  ARE  AVAILABLE  FOR  DISTRIBUTION  TO  YOUR  OFFICE  WOMEN, 
AT  SPECIAL  RATES.  WRITE  TO  DARTNELL  FOR  DETAILS. 


